
x

>30

xxxx
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xxx

0-5

LOCAL INTERCONNECTION
TRUNKS

StaffRecommendation
Service Quality Measurements Exhibit A

Performance Repons

PROVISIONING

DiIpatch
CLECordtn
c 10 cilCUlla x x x x x x x x
..·10circuls x x x x x x x x

BST on:IerI
c 10 circuh x x x x x x x x

No DiIplIlch
CLECorder&
c 10 circuh x x x x x x x x
... 10 circuits

BST on:IerI
c 10circula x x x x x x x x

Order Completion Interval Distribution and Average Completion Interval

UNE NON DESIGN 0·5 >30 Ii IJlIavaI
DiIpIIdI
< 10 Circuits X X X X X X X X
:- 10 Cin:uits X X X X X X X X
NoDUp.ldl
< 10 Circuits X X X X X X X X
>= 10 Circuits X X X X X X X X

UNEDESIGN 0-5 ldian \nIerval
DiIpIIdI
< 10 Circuits X X X X X X X X
>- 10 Circuits X X X X X X X X
NoDUp.ldl
< 10 Circuits X X X X X X X X
>= 10 Circuits X X X X X X X X

UNE LOOPS wlLNP s- >5 etioIIlarava1
DiIpIIdI
< 5 Circuits X X X X X X X X
>a 5CircWts X X X X X X X X
NoDispotch
< 5 Circuits X X X X X X X X
>* 5 Circuits X X X X X X X X



StaffRecommendation
Service Quality Measurements Exhibit A

Performance Reports

PROVISIONING

DiIpetch
CLEC ClIdera
c·10 CIftlub x x x x x x x x
-10Chcub x x X x x x x x

BSTClIdera
c10Ciftluh x x x x x x x x

NoDilpldch
CLEC ClIdera
c10Chcub X x X x x x x x
"·10CllCUh

BSTorders
c 10Clftluh x x x x x x x x

',-"'. -- ...... -

Page 12



2. Held Order Distnbution Intervals

Page 13

(t# ofOrders Held for ~ 15 days) I (Total # ofOrders Pending But Not Completed) X
100.

Exhibit A
StaffRecommendation

Service Quality Measurements
Perfonnance Reports

Held Order laterval Distribution and Mea laterv"

(t# ofOrders Held for ~ 90 days) I (Total ## ofOrders Pending But Not Completed) X
100.

This metric is computed at the close of each report period. The held order interval is
established by first identifying all orders, at the close of the reporting. interval, that both
have not been reported as "completed" via a valid completion notice and have passed
the currently "committed c:ompletion date" for the order. Held orders due to end-user
reasons are included and identified in this report. For each such order the number of
calendar days between the committed completion date and the close of the reporting
period is establisbed and~JbeJlddorderiDlervalfor thatparticuJar.ordcr.
The held order inteIV8l is ac:c:umu1ated by the standaJd groupings, unless otherwise:
noted, and the reason for the order being .held, ifidentified. The total number ofdays
accumulated in a category is then divided by the number ofheld orders within the same
category to produce the mean held order interval.

Definition: Average time orders continue in a "non-<:omplete" state for an extended
period oftime.

This "percentage orders held" measure is complementary to the held order interval but
is designed to reflect orders continuing in a "non-<:ompleted" state for an extended
period of time. Computation of this metric utilizes a subset of the data accumulated for
the "held order interval" measure. All orders, for which the "held order interval"
equals or exceeds 90 or IS days are counted, unless otherwise noted as an exclusion.
The total number of pending and past due orders are counted (as was done for the held
order interval) and divided into the count oforders held past 90 or 15 days.

.When delays occur in c:ompleting CLEC orders, the average period that CLEC orders
are held for BST reasons, pending a delayed completion, should be no worse for the
CLEC when comoared to BST delayed orders. "_- --- ---,,_---1

1. Mean Held Order Interval =1: (Rqxn1:ing Pcriot (..1,-1ie Date· Committed Order
Due Date) I (Number ofOrders Pending and Past The Committed Due Date) for all
orders pending and past the committed due date.

Methodology:
• Mechanized metric from orderin~ SVSlem.

Function:
Measurement
Overview:

.Measurement
Methodology:

.. PROVISIONING



Page 14

6 Ibid.
7 Ibid.
8 Ibid.

Exhibit A

•

Data Retained Relatin to BST Perfonnance:

• Any order canceled by the CLEC w'tHy
excluded from this JDe8S1J:1"CIDCot

• Order Activities ofBST associated with
internal or administrative use of local services.

• Report Month
• Average Held Order Interval
• Standard Error for the Average Held Order

Interval
• Service Type
• .. Hold Reason
• State Re .on and

Excluded Situations:

StaffRecommendation
Service Quality Measurements

Perfonnance Reports

rience:

1

rtin Dimensions:

PROVISIONING

• CLEC Specific
• CLEC Aggregate .
• BST Aggregate
• State, Regional and~ Level

Held Order IDtervai Diltrlbutioa aad Meaa laterval

• Report Month
• CLEC Order Number
• Order Submission Date
• Committed Due Date
• Service Type
• Hold Reason
• State Re .on and

Data Retained Relatin to CLEC E

%>-lS~ %>-lIOn-
FICiIiIieI Equip. 0lIlII' EndllMr FICiIilioI Equip. 0lbIr End lJMr Man--- a- IIIterYaI

LocaI1DlercoImecIi0ll
Tnmb X X X X X X X X X

UNE NOll Desian x x x x x x x x x

UNEDeliiBn x x x x x x x x X

Resale • Residenl:e X X X X X X X X X

Resale • Business X X X X X X X X X

Resale • DesiBn X x x X X X X X X

UNE • Loano wILNP X X X X X X X X X
BST Rdail Residmee X X X X X X X X X

BST Rel&iJ Business X X X X X X X X X

BST Rel&iI Desilll\ .. X X X X X X X X X



Exhibit A

x

x
x

x

x

x

Percent Orden in
Jeopardy

Data Retained R.elatin to BST Performance:

Excluded Situations:

• No BST Analog Exists

• Any order canceled by the CLEC will be
excluded from this measurement

• Orders held for CLEC end user reasons

x

x
x

x

Page 15

x

x

StaffRccommendation
Service Quality Measurements

Perfonnance Reports

Average Interval of
Prior Notification

OlIn

When BST can determine in advance that a committed due date is in jeopardy it Will
provide advance notice to me a.EC. There is DO equivalent BST analog for Average
Jeopardy &: Percent Orders Given Jeopardy Notices.

1. Average Jeopardy Interval =[E (Date and Time of Scheduled Due Date on
Service Order) • (Date and Time ofJeopardy Notice»)l[Number ofOrders in Jeopardy
in Reporting Period).

Average Jeopardy Notice Interval & Percentage of Orden Given Jeopardy
Notice.

2. Numbers ofOrders Given Jcapaldy.J~lotic::esin ~rting PeriodlN~ ofOrders
in Reporting Period.

rtin DimeDsions:

Average Jeopardy Notice Interval & Percentage of Orders Given Jeopardy Notice.

Measurement
Overview: .

Function:

PROVISIONING

Measurement
Methodology:

• CLEC Specific
• CLEC Aggregate
• State, Regional and~ Level

Data Retained Relatin to CLEC E rienee:
• Report Month
• CLEC Order Number
• Order Submission Date
• Committed Due Date
• Service

CLEC

PROVISIONING

9 Ibid.



Definition: Percent oforders where completion's are not done by due date. See
"Excl~ Sitwltions~ iQro~ not included in this~mcnt

2. % ProviSioning Troubles within 30 days of Service Order Activity = t (Trouble
reports on Services installed ~ 30 days following service order(s) completion) I (All
Service Orders in a calendar month) X 100

Exhibit A

• CLEC liDdu..R-. (Jeapny NoIificIIiClll ClIIIy)
• SST Endu..R-. (, JeopRy Nolific:.tiClll ClIIIy)
• 0rdIn-*Iby tbe CLBC
• ~.ActiYitiII ClCBST -.oci8Ied with iDIaMI or 8CIminiIlnIive use

ClCIocIIIlI'Yioa
DIIa R.ee.iMcI . 10 BST PerfOl!lllllCC:

• Report MoaIh
SST OrderNumber
Order SuIImiIaion !Ale
Order SuIImiIaion Time
S_T)'JIC

• SUiIla NaIioe IAIe
SlIIIa NClCioe T_
SIIIIdInI Order Activity
StIlI: • mel 12t

Page 16

StaffRecommendation
Service Quality Measurements

Perfonnance Reports

Installation Timeliness, Qualitv & Accuracv

Methodology:
• Mechaniud metric from ordering system

Percent Missed Installation Appointments is the percentage of total orders processed
for which BST is unable to complete the service orders on the committed due dates.
MissedAppointments caused by end-user reasons will be included and reported
separately.

Definition: Measures the quality and accuracy ofcompleted orders

Methodology:
Mechanized metric from ordering and maintenance systems.

. ~:

MeasuretJlent
Overview:

Function:

Measurement
Methodology:

o.ta R.lItIiJled Re . 10 CLBC -=e:

• CLEC Specific

• CLEC AarelIIle
• BST AarelIIle
• Stile, Re8ional and~1Ave1

• Report Maalb
• CLBC 0nIer Number
• 0nIer SuIlmiasiClII !Ale
• 0nIar SuIlmiasiClII Time
• SUiIla Type
• SUiIla NaIioe !Ale
• S_Notice Time

SlIDdIrd 0nIar Activity
Stili: . mel II)

10 Ibid.
II Ibid.
12 Ibid.



Local Intcrconnection
Trunks (I'otaI Only)

• Total
UNE Non Design

x x x x x x x x
- Total

UNEDesign
x x x x x x x x

• Total
Resale - Residence

X X X X X X X X
• Total

Resale· Business
x X x X X X X X

• Total
Resale - Design

x x x x x x x x
- Total

UNE • Loops wlLNP
x x x x x x x

- Total

No-Dispatch
<10 ckts >=10 c:kts

lZCIIlU BIT azc'!V lIST

StaffRec:ommendation
Service Quality Measurements Exhibit A

Performance Reports

PROVISIONING

Percent Miaed Installation A
Di

<Scbs
a.IICIIlU

Loc:al Interconnection
Tnmks (Total Only)

.. Total
UNE Non Design . x x x x x X x x

- Total
UNEDesign x x x X X X X X

- Total
Resale - Residence x x x x x xx x

- Total
Resale - Business x x x x x x x x

- Total
Resale - Design x x x x x x x x

. ~ Total
UNE - Loops wlLNP x x x x x x x x

• Total

Page 17

Percent Missed lDItailation AppoiDtmeD~EndUser CIUIMd Missed Appoilltments
Dispatch No-Dispatch Dispatch

<S cbs >zs ckU <S cbs >zs cbs <10 cbs >z10 ckts
a.IICIIlU BIT azc'!V BIT lZCIIlU BIT lZCIIlU BIT I!CII!U BIT azc'!V BIT



StaffRecommcndation
Service Quality Mcaswements

Performance Repons
PROVISIONING

Percent Provisionin Troubles within 30 da I of InstallatioD

LocI11D1a'caaneclia1
TlIIIIb (CLEC .t: BST)

UNE NOll Desip X X

UNEDesip X X

Resale • Residence X X

Resale • Business X X

Resale • Desi@n X X

UNE • Loope wILNP X X
BST.R.etail.Residence X X

BST.R.etail Business X X

BSTR.etail X X

PROVISIONING

Page 18

Tot&1On1y
X

Exhibit A
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13 Change reflects Staff's recommendation that UNEs be disaggregated between those with INP and without
INP as well as with and without LNP. This is consistent with the FCC Notice of Proposed Rulemaking, where
SellSouth has indicated that the level of product disaggregation is acceptable.
I~ Ibid.
IS MSA was added to reflect Staff's recommendation that geographic disaggregation reflect Metropolitan
Statistical Areas.

Exhibit A

Excluded Situations:

Data RetaiDed Relatin to SST Performance:

• Any order canceled by the CLEC will be
excluded from this measurement.

• Delays due to CLEC following disconnection
ofthe unbundled loop

• Any order where the CLEC has not requested a
coordinated cut over

• Unbundled Loops where there is no existing
subscnber loop

• No SST Arialog Exists

StaffRecommendation
Service Quality Measurements

Performance Reports

1. Average Coordinated Customer Conversion IntervaJ =[I: [(Completion Date and
Time for Cross Connection ofan Unbundled~ Disconnection
Date and Time ofan Unbundled Loop! ,,!til u.IP)]) I TotalllJumbcr ofUnbundled
Loop Orders.~ for the reporting period.

This category measures the average time it takes SST to disconnect an unbundled loop
from the SST switch and cross connect it to a CLEC's equipment. This measurement .
~ applies to service orders with and without LNP, with IIld Yritbmt ngJ' and where
the CLEC has requested SST to provide a coordinated cut~r

. .Coordinated Customer Convenions

Measurement
Methodology:

rtin Dimensions:

Function:
Measurement
Overview:

• CLEC Specific
• CLEC Aggregate
• State, Regional and~ Level

Data Retained Relatin to CLEC E
• Report Month
• CLEC Order Number
• Order Submission Date
• Committed Due Date

• Service



16 Change reflects Staff's recommendation that UNEs be disaggregated between those ~th INP and without
INP as well as with and without LNP. This is consistent with the FCC Notice ofProposed Rulemaking, where
BellSouth has indicated that the level of product disaggregation is acceptable

StaffRecommendation
Service Quality Measurements

Perfonnance Reports

PROVISIONING

Coordinated Customer Conversions

Page 20

Exhibit A



Avera e Interval
CLECA

Exhibit A

x
x

x

Excluded Situations:

Data Retained Relatin to SST Performance:
• UDder DeYeI ment

• N/A

StaffRecommendation
Service Quality Measurements

Performance Reports

Avera Com letion Notice IDten'aI
The receipt ofa completion notice by the CLEC from BST informs the carrier that
t&eir formal relationship with a customer has begun. This is useful to the CLEC in that
itlets them know that they can begin with activities such as billing the customer for
sc=rvice.

Definition: The Completion Notice Interval is the elapsed time between the BST
reponed completion ofwork and the issuance ofa valid completion notice to the
CLEC. There is noequivalemBSr.RdailMeasurement .

·1. Average Completion Notice Interval = 1:[(Date &. Time ofNotice ofCompletion)
- (Date &. Time of Work Completion») I (Number ofOrders Completed" in
RepOrting Period) ..

- Resale Residence

Page 21

Measun..en~

Overview:

Function:

PROVISIONING

- Resale Business
- Resale S .al

Measurement
Methodology:

Average Completion Notice Interval
rtedMonth:

CLEC AGGREGATE

170J11pt gfOrdrq J!PPkI ig;h* bgth mnmIrayf ordog aDd qrdrq tNt bid. qppIr:tjqp poe imwl This
footnote was added for clarification.



BSTTAFI X
LMOSHost X

Exhibit A
Staff'Recommendation

Service Quality Measurements
Perfonnance Reports

OSS Response Interval

Definition: This measure shows the percentage of time the OSS interface is actually
available compared to scheduled availability. AVailability percentages for the CLEC
and BST interface systems and for legacy systems accessed by them are captured.

Page 22

Definition: Response intervals are determined by subtracting the time a request is
submitted from the time the response is received. Percentages ofrequests falling into
the categories listed above are reported, along with the actual number of requests
falling into those categories. This measure.provides a method to compare BST and
CLEC response times for accessing the legacy data needed for maintenance &. repair
functions.

Measurement
Overview:

Methodology: Mechanized reports from OSSs.

2 OSS Response Interval =. Acx:ess Times in Increments ofLess Than or Equal to 4
Seconds,.Grcatel.Than 4 Seconds but Less Than or~ to 10 seconds,.~ Than or
Equal to 10 Seconds, Greater Than 10 Seconds, or Greater Than 30 Seconds.

Methodology: Mechanized reports from asss.

MAINTENANCE &. REPAIR

OSS Interface % Avail.bili

Function.:

OSS Maintenance and Re air Interface Availabili

CLECTAFI X

MARCH X
soes X

• This measure is designed to monitor the time required for the CLEC interface
system to obtain from BST's legacy systems the information required to handle
maintenance t.. 1 r I'air functions. This measure also addresses the availability of
the ass interface ~lri~ aDd maintenance.

J-Measurem---en-t--I--l.-.":;O;;:;:SS~ln;';;'te';;;;rfa;;:;:ce;;:;:A;;:;:va;;;;'';'':i1ability=-=:::(A=etua1-==A=va::ail=a==bili~'ty-)l~(~Sc~hed~ul~ed~A-vail~:~ab~ili~'ty""':')-=X:-l:-:00::-l

Methodology:



..
,:~""'Tiale

TnnIIdioD Totals S4..... ~4..SI0..... S lo.0k >10k >!Ok

TnnIIdioD Name eue .r .r eue = III' g.-; :: = ax III' = a..-: :: III' ax III' III'
lUI II!I II!I II!I lUI II!I lUI

CRIS
• Count X X X X X X X X X X X X X X X X X X
-%ofToeal X X X X X X X X X X X X X X X

DLETIi -
• Count X X X X· X X X X X X X X X X X X X X
• % ofTotal X X X X X X X X X X X X X X X

DLR
- Count 'X X X X X X X X X X X " X X X X X X X
• % ofTotal X X X X X X X X X X X X X X X

OSPCM
• Count X X- x·· -X x- x X X X X X X- X X X- X X X
-%ofTotal X X X X X X X X X X X X X X X

LMOS
-Count X X X X X X X X X X X X X X X X X X
-%ofTotal X X X X X X X X X X X X X X X

LMOSupd
• Count X X X X X X X X X X X X X X X X X X
-%ofTotal X X X X X X X X X X X X X X X

MARCH
-Count X X X X X X X X X X X X X X X X X X
-%ofTotal X X X X X X X X X X X X X X X

Predictor
-Count X X X X X X X X X X X X X X X X X X
·%ofTotal X X X X X X X X X X X X X X X

SOCS
- Count X X X X X X X X X X X X X X X X X X
• ·.4ofTotal X X X X X X X X X X X X X X X

LNP
• Count X X X X X X X X X X X X X X X X X X
• % ofTotal X X X X X X X X X X X X X X X

StaffRecommendation
Service Quality Measurements

Performance Reports

MAINTENANCE.& REPAIR

OSS MAINTENANCE AND REPAIR RESPONSE INTERVAt

Page 23

Exhibit A



MAINTENANCE AND REPAIR.

Avera . Answer Time - Re air Centen

Exhibit A

Centers Automatic can Distributors.

StaffRecommendation
Service Quality Measurements

Perfonnance Reports

Avera c Answer Time - . Centers

Page 24

Business Repair BST Resale Residence UNE Center
Center . Center . Center

Avera Answer TimeJMoDth in Seconds

1. Average Answer Time for BST's Repair Centers =(Total time in seconds for BST's
Repair Centers response) I (Total number ofcalls) by reporting period

• This measure 6 monito.q that BST. handling ofsupport center calls from L.~~r~_

are com Ie with rt center calls BST'. retail customers.

Definition: This measure demonstrates an average response time for the CLEC to
contact a BST representative

Methodolo : Mechanized

Function:

Measurement
MethOdology:

Measurement
Overview:

~~~ X X X X



Page 25

ISMSA was added to reflect swrs recommendation that geographic disaggregation reflect Metropolitan
Statistical Areas.

Exhibit A

Excluded Situations:
• Trouble tickets canceled at the CLEC request
• BST trouble reports associated with internal or

administrative service

Data Retained Relatin to BST Performance:

• Report Month
• BST Ticket Number
• Ticket Submission Date
• Ticket Submission Time
• Ticket Completion Time
• Ticket Completion Date
• SeJVice Type
• Disposition and Cause (Non-Design/Non-8pecial

only)

• State 'on and~

StatrRecommendation
Service Quality Measwements

Performance Reports

2. Percentage ofMissed Repair Appointments =(Count ofCustomer Troubles Not
Resolved by the Quoted Resolution Time and Date) I (Count ofCustomer Trouble
Tickets Closed) X 100.

Missed r intments

Methodolo : Mecbaniud metric from maintenance s .

Definition: Percent of trouble reports not cleared by date and time committed. Note:
Appointment intervals vary with force availability in the POTS environment. Specials
and Trunk intervals are standard interval appointments of no greater than 24 hours.

.When the data for this measure is collected for BST aneta CLEC it can be used to
compare the. percentage ofaccurate estimates of the time required to complete service

'rs for BST and the CLEC.

Function:
Measurement
Overview:

Data Retained Relatin to CLEC E rience:

• CLEC Specific
• CLEC Aggregate
• BST Aggregate
• State, Regional and~ Level

• Report Month
• CLEC Ticket Number
• Ticket Submission Date
• Ticket Submission Time
• Ticket Completion Time
• Ticket Completion Date
• SeJVice Type
• Disposition and Cause (Non-DesignlNon-Special

only)

• State Re 'on and~

·Measurement
Methodology:

·MAINTENANCE & REPAIR

19 Ibid.
20 Ibid.



Note--: Customer Trouble Repons related to 1Dtcrcoonecti0ll Truab md Delillll~ _DOt given appoiDtmeaU. but are bandied on •
priority firBl in, firBl out basis

Page 26

Exhibit A
StaffRecommendation

Service Quality Measurements
Performance Reports

"A

MAINTENANCE & REPAIR

Missed Reour lDDOIDtmeDts
ToW DiIIl ItdI ~"""DiI )Ilcl;

CLECIEU BST CLECIEU BST
Local~-;;~ .. TI\IIIks -- ' ..

• ToW
a-Ie.~ X X X X X

-ToW X X
a-Ie -BUIineu X X I X X I X

-ToW X X
Resale - Daian -- I T

• ToW
UNEDaipI-- I I

• ToW
UNENanDai;n X X I X X I X

• ToW X X
BST

Local 1DIaClClllbliCtian TI\IIIks .. ,

Retail R.eUdcnce X X X

RetailBUIineu X X X

Retail DailIn -- X X X
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Exhibit A

Data Retained Relatin to BST Performance:

Excluded Situations:
• Trouble tickets canceled at the CLEC request
• BST trouble reports associated with

administrative service

• Report Month
• BST Ticket Number
• Ticket Submission Date
• Ticket Submission Time
• Ticket Completion Time
• Ticket Completion Date
• Service Type
• Disposition and Cause (Non-DesignlNon-8pecial

only)
• State Re .on and

StaffRecommendation
Service Quality Measurements

Performance Reports

Customer Trouble rt Rate
This measure can " • r .-d to establish the fRquency (rate) ofcustomer trouble reports
and I to co 'tt: ":LEC with BST results.
1. Customer Trouble Report~Rate::::"::':==(~Coun:::::":'t":':of==IDi=·tial::-·-and~~Repea--ted--=-=T~roub~l:-e '::'Repo-rts---:in-i

the Current Period) I (Number of Service Access Lines in Service at End of the Report
Period) X 100.' Note: Local Interconnection Tnmks are reported only as total .
troubles.

The Customer Trouble Report Rate is computed by accumulating the number of
maintenanceJnitial and repeated trouble reports during the reporting period. The
resulting number of trouble reports are divided by the total number of"service access
lines" existing for CLECs and BST respectively at the end of the report'period.

Methodology: Mechanized metric for trouble reports and lines in service.

. . ... - - '. . . ..-
Definition: Initial and repeated customer direct or refemd troubles reported within a
calendar month (Where cause is not in carrier'equipment) per 100 lines'circuits in
service.

MAINTENANCE & REPAIR

Function:
Measurement
Overview:
Measurement
Methodology:

rtin Dimensions:

Data Retained Relatin to CLEC E

• CLEC Specific
• CLEC Aggregate
• BST Aggregate
• State, Regional and~ Level

• Report Month
• CLEC Ticket Number
• Ticket Submission Date
• Ticket Submission Time
• Ticket Completion Time
• Ticket Completion Date
• Service Type
• Disposition and Cause (Non-DesignlNon-8pecial

only)
• State Re 'on and 22

11 Ibid.
22 Ibid.
23 Ibid.



Exhibit A

Page 28

StaffRecommendation
Service Quality Measurements

Performance Repons

RaIRe

MAINTENANCE & REPAIR

T"Customer roube eoort te
Di-.ch ~ I Tala1

LacIIkIeN--'"T....
X x I x

R.ue~
X X X

Reoa1e !lulu- X X X

ReAle Desi$n X X x

UNEDcai;n X X X

UNE Non DcaiJll X X X

BST

Local~on TnIIlb X X X

ReWI RaiOImce X X X -
ReWI BlIIiness X X X

ReWlDcaip X X X

lINE Loop wiLNP X X



ReoortinJt Dimensions: Excluded Situations:

• CLEC Specific • Trouble reports canceled.at the CLEC request
• CLEC Aggregate • BST trouble reports associated with

• BST Aggregate administrative service

• State, ReJrional and~ Level
Data Retained Relatine: to CLEC Exnerience: Data Retained Relatine: to BST Performance:

• Report Month .. • Report Month
• Total Tickets • Total Troubles

• CLEC Ticket Number • Percentage ofCustomer Troubles Out of
• Ticket Submission Date Service> 24 Hours

• Ticket Submission Time • Total and Percent Repeat Trouble Reports with
• Ticket Completion Time 30 Days
• Ticket Completion Date • Total Duration Time
• Total Duration Time • Service Type

• Service Type • Disposition and Cause (Non-DesignlNon-Special

• Disposition and Cause (Non-DesignlNon-Special only)
only) " • State Region and~

• State ReJrion and MSA2S

Function: Quality ofRcDair & Time to Restore
~easurement This measure, when collected for both the CLEC and BST and compared mo'litors
0Yerview: that CLEC maintenance '. are cleared . to BST maintenah:'ek~~

Measurement 3. Maintenance Average Duration =(Total Duration Time from the Receipt to the
Methodology: Clearing of Trouble Reports) I (Total Troubles)

4. Percent Repeat Troubles within 30 Days =(Total Repeated Trouble Reports within
'. 30 Days) I (Total Troubles) X 100

S. Out of Service (OOS) > 24 Hours =(Total Troubles OOS > 24 Hours) I (Total OOS
Troubles) X 100

Definition: For Out ofService Troubles. (no 4ia1 tone, C8DJlOt be called or cannot call
out): the percentage oftroubles cleared in excess of24 hours.

For Percent Repeat Trouble Reports within 30 Days: Trouble reports on the same
'. line/circuit as a previous trouble report within the last 30 calendar days as a percent of

total troubles reported.

For Average Duration: Average time from the ~ipt ofa trouble until the trouble is
cleared.

MethodoloRY: Mechanized metric from maintenance databasels).

MAINTENANCE & REPAIR

24 Ibid.
2S Ibid.
26 Ibid.

StaffRecommendation
Service Quality Measurements

Perfonnance Reports

Page ~~
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T bl with· 30 DRe

MAINTENANCE & REPAIR

Out of Service more tban 14 Boun

pel"CeJlt ~neat roo e ID aVI
DiIIlIICh NoDi-.:h Taul

Loca1In1aalnncctiOll Trunks X X X

Reale Residence X X X

Raale Business X X X

Raale Desisn x x x

UNEDesisn x x x

UNE Non Desisn x x X

BST

Loca1In1aalnncctiOll Trunks X X X

Rdail Residence X X X

Rdail Busioea X X X

RelaiJ Desiln X X X

MaiDteDuce Averaft DuratioD
DiIIlIICh NoDi-.:h Taul

LoW 1nIaalnnccti0ll Trunks X X X

R.IleRaidcnce X X X

R.IleBua.- X X X

ae.ue Desisn x x x

UNEDesisn x x x

UNE NOll Desisn x x X

BST

LoW 1ma'coMeeti0ll Trunks X X X

RelaiJ Residence X X X

X
-_. :rttl: :

RelaiJ BusiDca X X

RelaiJ Oosilm X X X

DiIIlIICh NoDi-.:h Taul
LocaIInIaalnncctiOl1 Trunks X X X

ReuJe Residence X X X

Raale BusiDca X X X

Raale Deaian x x x

UNEDesisn x x x

UNE NOll Desisn x x X

BST

LocaIlnten:onnection Trunks X X X

Retail Residence X X X

Retail Business X X X
"

Retail Desiml X X X
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x

x
x

x

x

% Accuracy

x
x
x

Total AdjuStment
Revenues

Data Retained Relatin to BST Performance:

Excluded Situations:
• Any invoices rejected due to formatting or

content errors

• Report Monthly

• Retail Type
• CRIS
• CABS

x

x

StaffRecommendation
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x
x
x

Total Billed Revenues

lavoiee Aeeune & Timeliness

Objective: Measures the percentage ofaccuracy and mean intemll for timeliness of
billing records delivered to CLECs in an agreed upon format

2. Mean Time to Deliver Invoices -1:[ (lDvoice Tnnsmiuion Date) - (Date of
Scheduled BiU Cycle CIose»)/(Count of lavoica Transmitted in Reporting Period)
This measure provides the JDe8J1..interval for billing invoices. CRIS-based invoices
should be delivered within six (6) workdays, and CABS-bascd invoices should be
delivered within eight (8) calendar days.

1. lavoice Accuracy • ((Total Local Services Billed Revenues during current
montb) - (/Total Adjustment Revenues duriDg current month/) / Total Local
Serviees Billed Revenues during current month) x 100
This measure provides the percentage accuracy of the billing invoices for a CLEC by
dividing the di1ference between the total billed revenue and total adjustment revenues
by the total billed revenues during the current month.

"The accuracy ofbilling invoices delivered by BST to the CLEC must provide CLECs '
with the opportunity to deliver bills at least as accurate as those delivered by BST.
Producing and comparing this measurement result for both the CLEC and BST allows
a'determination as to wbetber or not . exists.

Function:

Melllll'ement
Methodology:

BILLING

Measurement
Overview:

CLEC AGGREGATE

Data Retained Relatin to CLEC Ex rienee:

• CLEC Specific
• CLEC Aggregate
• BST A te

·~e

lavoice Accuncy
Reported Month:
Invoice T

-UNE

rtiII Dimensions:

CLECA

Invoice Timeliness
rtedMonth:

BST AGGREGATE

InvoiceT

• Report Monthly
• Invoice Type

• Resale
• Unbundled Element Invoices

R 'OIl

CLEC Specific ReaiOll

SST AgrepI.e



Bll..LING

Methodology: The usage data will be mecbailically transmitted to the CLEC data
processing center once daily. Timeliness and completeness measures are reported on
the same reoort.

Objective: The purpose ofthese measurements is to demonstrate the level ofquality
and timeliness ofprocessjng and transmission ofboth types ofusage data (BellSouth
recorded and usage recorded before other carriers) to the appropriate CLEC.

"

Exhibit A

Exeluded Situations:
• None

StaffRecomrnendation
Service Quality Measurements

Performance Reports

U.aRe Data Deliven Accuney. TUDeliaeu & Comoleteness

1. Usage Data DeliveJy Accuracy = (Total number ofusage data packs sent during
current month) - (Total number ofusage data packs p:quiring retransmission
during Current month) I Total number ofusage data packs sent during current
month

This measurement captures the percentage of recorded usage and recorded usage data
packets transmitted error free and in an agreed upon format to the appropriate CLEC,
as well as a parity measurement against BST Data Packet TransnUmon.

The accwacy ofusage records delivered by BST to the eLEe must provide CLECs ­
with the opponur·ty·".deliver bill~ at least as accurate as those delivered by BST.
Producing and coltllio:'~" this measurement result for both the CLEC and BST allows
a determination as to whether or DOt Daritv exists.

3. Usage Data Delivery Timeliness =(Total number ofusage records sent within
six(6) calendar days from initial recording/receipt) I (Total number ofusage reCOrds
sent)27 This measurement provides (BellSouth recorded and usage recorded by other
carriers) delivered to the appropriate CLEC within six (6) calendar days from initial
recording. A parity measure is also provided showing timeliness ofBST messages
processed and transmitted via CMDS.

Function:

. _ 3. Usage Data Delivery Completeness· (Total number ofRa:ordcd usage reQ)rds
delivered during the current month that are within thirty (30) days of the
message(usage record) create date) I (Total number ofRa:orded usage records
delivered during the current month)
This measurement provides percentage.ofrecordedusage data (BellSouth recorded and
usage recorded by other carriers) processed and transmitted to the CLEC within thirty
(30) days of the message (usage record) create date. A parity measure is also provided
showing completeness ofBST messages processed and transmitted via CMDS.

Measurement
Overview:

Measurement:
Methodology:

Bll..LING

27 The performance report provided by BellSouth shows the percentage of usage records sent within zero,
one, two, three, four, five, six, seven, eight, nine, ten to 30, and over 30 days. Therefore, the concerns raised
by the CLEes that BellSouth could be providing usage records in less than 6 days to itself and within 6 days
for CLECs, but still be in parity, could be detected with the performance measurements reported by BellSouth.
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x
x

x
x

TOlaI
Volume

BST Aggregate

x
x

x x

x x
x x

Data Retained Relatin to BST Performance:
• Report Monthly
• Record Type

x
x

Total Packs Requiring % Accuracy
Retransmission

Page 33
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x
x

TOlaI
Volume

x
x
x

x
x

Days
DeIa

x
xx

x

TOlaI
Volume

CLEC A CLEC Aggregate

x
x

Days
Del.

Data Retained Relatin to CLEC Ex rience:

• CLEC Specific
• BST A ate

• Report Monthly
• Record Type

• cMos (Centralized Message Delivery
System)

• Non-CMDS

Usage Data Delivery Accuracy
rted Month:

Reponed Month Total Data Packs
Sent

Usage Records Timeliness and Completeness
rt Period: '



Measu~ment The speed ofanswer delivered to CLEC retail customers, when BST provides Operator
OvervieW: Services with Toll ~isted calls or Directory Assistance on behalfof the CLEC, must

be substantially the same as the speed ofanswer that BST delivers to its 0\\11 retail
customers, for equivalent local services. The same facilities and operators -re "'ie(f to
bandJe SST and CLEC customer cal1s, as well as inbound call queues that w:W n\..~

differentiate between BST &. CLEC service.

Function: Speed to Answer Performance
OPERATOR SERVICES: TOLL ASSISTANC"F. AND DIRECTORY ASSI~TANCE (Toll DA)

Exhibit A
StaffRecommendation

SeJvice Quality Measurements
Performance Reports

Page 34

Methodology:
The Average Speed to Answer for Toll and DA is provided today from monthly system
measurement reports, taken from the centralized call routing switches. The "Total caIl
Waiting Seconds" is a sub-<:omponent of this measure, which BellSouth systems
calculate by monitoring the total number ofcalls in queue throughout the day .
multiplied by the time (in seconds) between.monitoring events. The "Total caIls
Served" is the other su1H:omponent of this measure, which BellSouth systems record as
the total number ofcalls handled by Operator Services Toll or DA centers.

Definition:
Measurement of the average time in seconds calls wait before answer by a Toll or DA
operator and the percent ofToll or DA calls that are answered in less than a
predetermined time frame.

4. Pereent "Answered within "X" Seconds (DA) ==
Derived by converting the Average Speed to Answer (DA) using BellCore Statistical
Answer Conversion Tables. to arrive at a percent ofcalls answered in less than 20
seconds.

3. Average Speed to Answer (DA) •
I (Total Call Waiting Seconds) / (Total caIls Served)

2. Pereent Answered within "X" Secoads (ToO) -
Derived by converting the Average Speed to Answer (Toll) using BellCore Statistical
Answer Conversion Tables. to arrive at a percent ofcalls answered in less than 30
seconds. ."

1. Average Speed to Answer (Toll) =
I (Total caIl Waiting Seconds) / (Total caIls Served)

The Percent Answered within ten and twelve seconds measurement for Toll and DA is
derived by using the BellCore Statistical Answer Conversion Tables, to convert the
Average Speed to Answer measure into a percent ofcalls answered within 20/30
seconds. The BellCore Conversion Tables are specific to the defined parameters of
work time, #I ofoperators, max queue size and call abandonment rates.

Current BellSouth call center switch technology and business operations do not provide
mechanized measurements differentiating between human versus machine call answer
processing methods.

Measurement
Methodology:



x .. within 20 .concla
x 1ft wlIhln 30 eeconds

Page 3S

AVERAGE SPEED TO ANSWER .. ANSWERED WITHIN "X" SECONDS
(SECONDS)

TOLL ASSISTANCE

REPORT: O~.ERATOR SERVICES TOLL AND DIRECTORY ASSISTANCE
REPORT PERIOD: XXlXXJ19XX - XXlXXJ19XX
STATE:

Re rtin Dimensions: Excluded Situations:

StaffRecommendation
Service Quality Measurements Exhibit A

Performance Reports
OPERAT R ERVICES: TOLL ASSISTANCE AND 0 RY A SISTANCE

DIRECTORY ASSISTANCE

• Toll Assistance (Toll) in Aggregate • Calls abandoned by customers prior to answer
• Directory Assistance (DA) in Aggregate by the BST ToU or DA operator

• State

Data Retained On'A

• Month
• Call Type (ToU or DA)
• Avera e S .. ofAnswer

Report Formats:
Separate Reports will be produced for Each State in the BeUSouth Region:

. Operator Services: Toll & Directory Assistance


